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ill) ^ ^ (2IT^ ^ ft»TFT) alhf TJ*! ^ ^ ^ ^fpPTR 

(?iPii'6) 'tifia *ii*ii5ci 'frar 

iv) ^ ftpRH 5 vjen^, 2000 ^ iTHnft i?r^, 

^TPT- M 


(i) “siifePi^iH’ ^ tTTFq^J, tnr Twi'H^hfiJd »iNcft?i ^jTimrr fJrf^raiw 

«il2i*'iui (wfm) arf^rPm*! 2000 

(iO “uife«t><i«l”^?TlctnJiTRrfm^y'HV||>i Ull^<t>'{U| 

(iii) “aneiR^ % ?ncq4. ^icnf^PrfJfe tj4 

^oflw)l'1 ^cqqJ (ift 5M vJMd«l 'tiqi'^ l^PTT. 

(iv) “^c^dy *ilJii«d Acfliik'lH ^ ?trii 4, di^ylyi ^ tjii 

^■8 *iiqi§d ('<¥1' ipi giyi viMd*i 

(v) 

(vi) “vrft ifyi ij4t" ^ didi4, “^d'lqd RiytiH w Hl*(i5d 3iei¥?[ 

yimx PiPl^ '«i4«flRq) huiicTI ^m. 

(vii) “cH^yfyi" ^ ?iKtr!j, »iK?ft^ ?ir 3if?lf^, isss ^ eirt 4 ^ ^iRiftEi ^ttr 

3il^Pi4tH 1933 ^ Hvjjysijcji, ^ m? di?#H 

(viii) “cTTi^wntr (di^ylyfl) ^ ^ ^ 4t Eziftn ^ fv5r¥», l ^ l ^f^ i g 

■'Hi4dPi«F ^yyifiK ym ^ f^, viRdty ^ 3 < ) ^P ) ^h isss (isss 
y?tErm4y5¥^-eiNT(l)^3m4?T. disylyif^w^. 

(ix) ^ ?n?y4, ?tn y?r eira 3 Oymm> 3 A f^Tfer 

(x) Vt ^ ^ ^TKy4. HgH^iy 

(xi) "amto" (yyytn^) ^ ^ Ezrf^ ^ ^i g ^ yiqin i gm yryl^m 

'tiq'ld'Tlq w^iic^l qdi4 ^ wiitlc^d f4>qi 







[Minill—■»T 0 ^ 4 ] 




(xii) ^ ^ cncq4, ^ aim ^spmr ^ 

anciiRi!! ^ ^ »?i4if5ei #mj \iijei*y ^ ^ 

f5lf?Ic?T. #IT fWl m 3im^ JINT Wlft?! 3f>? imil^tT 

(aim^) ftmi'mm?! I ^ ^ vjiml^wiart ^ ^imR 'yf^^ircj ^ t # *fmi5oi 

(xiii) w\ ^ ^ ^ 

^Anfrav m vjiral^i vjtm1<«ii3jt fter, Pran 

^iid«i ^ ^ ^ / xpi ^ ^ ^ 

m arm dii?^wnft arwR^sfr ^ imimaff srt wif^JcT aft? Ti^if^ m affti^ 
%mw^. 

(xiv) - ^iumcni", fW^ ^ Pimi^^ afr^ ^ ^ 

ifmi fvjRi ms Pif^fv: ^ m w ba^i 

(^ afr ^ ^ gmfrw w] 3r^;mi m ^m?r, 
(ST4PnJtin;'i ^ ^ ffM Pierf% i?Rn % i ^i ^ ^ hpc^4 

% vJi^jI 'dwt'Oj 5^ f^Pli<*i ^ mm 

(xv) ^ mm 4 , €r aiR t? an^ (-tisftim) ailSlf^ 2000 ^ 3 i?nfn wif^mm 
5M mrn? mj, anm^^ aitv ^ic^^ ^o?Ih>'h 't^qiafi ^ ^im — 

2000 ^. 

(xvi) ymrcTT" ^ anm^ aftY '^c^y ^«i^1fi ^a4 mr 

(xvii) “eft any Tf an4" nTcn4, ^ aiR m an^ (ytyflmr) arfStf^ 2000 ^ 3im»t7T 
mf^, mR^ftm ^j^^ynny mfitmym Btmr. 

(xviii) “^jyyimy ^rraif ^ ?nm4. - my. ^ m apm Rgn - mrezmt 
ffiyr, tnfim, f^r?, yi^. f^il^ f^, afly 4t y^ysm ^ wrnmrfr 
aisim an^ypn ^ f^sytt yittym m 4> vjiRy ^irntywi mic?*i mynj miT^ 

rnicff wny mfr ^ ^ (w ^ ^ ?^rayflRm> mmy? mm 

yieiiy, anient ytmm, 4tf%4t ytmy, ^f%4t affy ^ic^eiy rntm^ 

^cTIwjI'i ytmim arrf^ AfiiPicf It) my^ gyi^ yynym 'itqnj riiPlei It. 

(xix) “ymyiTnETramTyrm(<ityft4tijm)”: f^myi^tm yys^ 

^ytt ymn yjy*) ct^ qi<?tl ^yi ^ ^ anrfSl %. 
ymIStn yiyii«H ynj? mr aftym nRm^ (m^ ^!t^) arfSlmifm ^ %. arr^^yj, 
SM ^ yit 4t ^ ^ WNHT ^ 90 ftm 4t ftyelmy mtt ^ m41^. 






4 


_ THE GAZET TE O F INDIA . E XTRAORDINARY [Part 111 —Si r 4 | 

III 

3. ^ Q'i!i41c'<'i ^ *nr^ ^ ^ ■- 

(i) M<4ini ^ f^?TT ^ sfK vJM'H'ltKII ^ <1^1 WVT «h'<^ 

cPT 3#W ^ W got WHgoTft ^go^, ^ fM 3^5^ 

gid|q'<'i| ^'lUl. 

(ii) 't\gi iKRn inri ^ gn g^t ^piq^ni g>l twj whj gr gorgi, hiM'ii 
aftr f^nmgg ^ gfl vjih^ ^ t^, MH«r>i ^ vi'tigol ^jcHt gjrgr. 

(iii) ^iHRKigi ej^'T'HHN ^ OTHttwiafr ^ ftnt gft^ 

^TPT- IV 


4. ^-^pTgtm(gJi,aitTf^)<NT»tteT: 

(i) ancnr^^jjRrgR^sft^f^: 




3TcggjTfcTg> 

(I2greg?r 
'HHlftl ^ 

Hwm-g>if^g>(24 
gi? g^ 'H^iiPo % 

g?^) 

(48gT^g>t 
'ti*iiPh ^ 

g?^) 

R*g|et(iritl 3fgftt 
^ aflrrag 

1 

ggStgj^^ grg 

■ 

<15feg 

<7^^ 

nn 













[»1FT III—73ri:5 4] 


MRTT ■ii'JiM’i : 3TOT*4R'>T 


2 

/100 

<12 

<7 

<3 

^ RlHift 

3 

«Pi4f^q'« 

n^y^PiiiKui 

>85% 

>87% 

>90% 


4 

WR7T 4?t 

3n?fei(TjiT^€t 

Wf) 

■ 

<12 

<8ti^ 


5 

Roi*i 

=<400 mS 
eOOmsec 

^ 3rf8>v^^r% 

2ft mppn 0.90 

TT122T^ 

=<400 mS 
, 600msec ^ 

^wmO.92 

=<400 mS 
tR, GOOmsec 

^3ri?iw^^ 

2ft 2WHI 0.95 
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vjjiflKH- 

0.002 

, _ , - r-.V . 

WmPI (fWflvif 
yflKM 

-0.005 
■n) WT%i 

-0.006 

tr) 

arrTJffinviiRRi 

viiwH 0.005 

3Ei-ain^ 
(^- «crtlW*l) 
^Rl 3I«RIT 















[vmin—■»a^4] 


MTOI ^ : 3WIWI 



ftl^l 









tI41 

(unjflil jJs aq^iWl 

■g«ft)3Tg#rt 

^95% 

- ftWiC 

- <T<7?|\J1X 

- ■arfW^ gPt«T 




WRrsnr 

0.2% ^ «f*»v 
ftflreiw’iiji 

lira*! ^n^rans 

0.15%’^»arf*W 

0.1%^aiftw 

ftwrenq^^iit 

iii^c flJRT 

3pfc crilM 


< 1 qcrSO 

< 1 TCTl5f*mc 

< 1 tiCT ft<5W 


ftoW 

wuR^ wra <2 

^nwRWf wra <2 

vra <2 

liCT ftOT 

^30f*He 

fl>ohi 

15 ftic 


85% wra < 

90% ^ura < 10 

95% vra < 
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uf^iwn 


^TBPWT 
tlT^Tg^ljyT 
yf?mn 







3^7 vlMel^RTT 

^yfcf?RT 


«f?Rm 


TRTI yig<»> 


Tjpqy 
TirRiRtgfe- 
nf?Rm 


>80 

>90 

>95 

>80 

>85 

>90 

>80 

>85 

>90 

>85 

>90 

^95 

>85 

>90 

>95 

>80 

>85 

>96 

>80 

>85 

>95 





























tvinm—^^ 4 ] 
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siliifr^wv *#lwnrFi iefl'pYw ^lart ^ fcT?: 


tn^) 


;iu 


tn*>m 


g5t^T^/100 

vftpfrwiT/*Tm) 


*i*anifljrfcjm(24 

^flJriclW(36 


*TO 




24iRf(^.?JY >98% 


>99% 


100 % 


3Tcf*TW^ 

^Tf^RT 


w fiq>cmi >98% 

(efT5^iRWTff^^ 

3PT^ ^t) 


>98% 


>99% 








5'J9^20 

^rgj^q^^(100 ^5Ieft VI3fRW=< 15 


<3.5% 
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(iv) 


>90% 

>92% 

>95% 














(i) 

yf?nootjn^ 

Well itr? WtoR 

<0.2% 

<0.15% 

<0.1% 



ftrgsHrtf 





(ii) 

4 

ftleiM 

>99% 

100% 

100% 


(ill) 

w(ii) ^ 

f^nraHflPr 

ywiiPreR 

^im#/ 

<6H^ 

<5wm 

<4^raTB 






























[Wrni~'OTWS4] 


MTOT W : sraT«jn^ 


11 
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SFT-V 


5. 

(i) »iFi IV ftij ■’fRi ^-Tjoractn ^ tr? uifStwn jeti 

(ii) ^ ^ q?, ipj mn ifr^r 

»IPT-VI 

6. intR 

Ffl ar^ePW '^fT ^ lIlRjqTc’WJ flIRR ftl? ^ t ^ ^ ftpRR ^ 

IR^ 311^ f. 

^-VII 

7. aitur^rtl tRR ■. 

vjfBi dm'fi'il ?Rff ^!pe?R IjqjR^n tRT*fl<57 f5^Erfft?T f ^ cIT^^fl ffRT 3^^|^ 

^ ^l“T«irtii, zret gferRim tpr aiezn^ 

8 . ; 

^ fti# '»?r wwH ^ Tj\ mm\ ^ ^ ^ ^ i}, 

lllfS|liP'?U| ^ 3i^ 3f|^ ^ll€2TqHft ^ 


ftir, ^f^Bi (Tjfrt^PTd) 






[MFT 111—^0^4] 


'TrattpTTrsm: aTOTOTm 
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^iscn^’ WFT 




arwn^^^kT'?: 

1. ti? ^ ^ oqrtr^ ^ ^ Ivjto^ 

fel%« ftarf&iJTi aft^^ ^nf^Tcf eft, WT^ ^ ^ I 

iTFfr ^ ^n^rmail, wfram ^Hwft afhf am wm ^ ^fwi ^ ^ 

3fl5H--W«JM f^mr 'mr SJT, ?TTf^ f^H«ffl ^ ft?T % v!*1^ pm vjtimi ^ 

^ TT?f arfitwrft ^ vm ^ ^ ^ 

2. aiMK^ ^aff ^ f5rf^R?T ^ -ymcm ^ ^f. ^ 

#TT^mw ^ ^ ^ ^ f I tfcp “% 

^ (^ ^ wrf^RT wPpt % mtfti ^fwi ^ titp^p ^igfe ir 

3. w Pr<j*f ^ WT ^^» vjff^ iniP»j ^am ^ bwth ft>2n 

mfti WP^-?^f^^^?lPnsanw5T^^<Mte^enTj 

i 

4. ftg^^^%^atRxian^^^f^^^u[q^Tf R p^ e»^ qft »ti’^cR< iqR?n^ 

% afr? q)l?iM<4 't)5iH aft? h^(?i^4i ^ an^ ^^ ^IfiRft ^ ancTR ^ 

^ MMqv R<T>(^n «P'<^i ^ mRT 3Tnn % "ait, I^PiRS«t ^^^rraft ym 

yn^iys^®! ?^^ti^ra^’TRy?t^^*ny^^4>ty?iffeyT^(^3?tTf«),3TT^€t 
€t fil'd (^PiRf'c +1*1^ 'Hm otj'Ki (?ft ^ ^ yfl) ftjTj yrr^ ^nfty i 

5. ^rm ^ Rvrf|yiy«i ^ yre tcWp yPr ^qywi. (ftPm lim-IV y?r v^ ^.i) ^ 

qw^vii ^ fciy # w hW >3y^ 11 alfq^e^ Tnftri yp 
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^ ^ ^ ^ ^ vSTPifr t tiw, 

^ *li'*l ^ 4vj?|c^ 3fR 4 <i 41 vJi-j+ilijrif 1{<9> iivrflepyi'i ^ I ^iRl RI^I 
M ^ ^HWT i ?fr 4 ftt? TFJ «ftTR ^ ft^TT «fRT 

^1% I 3p^ ^ TRHcft xrq5 wftsn ^ ^ omr^ aftx, ^ 

^ ^ 3?^^ VJITIJ^. ^ WI ^ UdtWRJ.'^t 

ij^Prerfftn^^iMVi 

6. '^d<l<^ Pl“4l<;H ^ 0'<l*^l<i'< 'jT^ ^lildc'H 'tl'll ^ ^ 'i^S, affx et)Id ^ 

^ 3IR) 3nf?t yf?r?nrf sneiN if?. stvt tR, ^ ?n - 

eft - 3rf5t^P^ ?7T tHRTWt#T7T 

^2Rn arm iR ift^ I 

7. ^jRmR #TTaft ^ ?T^ TiT?^ ^ afg*!^ nfr ^sri ^ vtf^ htti 

vjinjnii WT ift anx TT an^ gm Ptg^w atfSfwn 7TI ifcM ipxT f^ vin^ 

5'M‘ft f^WP^ ^ TTTCTJt Ijft 'CJ^l'II ^ '«l4ylPi<7> Rlqi ^ 't1<!f5c1| % Fflf^, 'ftfll ^ ^EIR 

feR, ^ w^n^nafi ^t 

8. afR Wefn ^Mtex, anenf^ arHcnpi, 

aft? affttt5ii5^ f^R^ i^ f^Pif?ee 1 1 fteft «ift 

^ ^ 5RT ^feTiT ?nft^ 11 

9. ai^fcT (?ft ?ft an?): ^ff5T win?ff ift ^^^fcf ijofor ^ ^ 

^^jytni^?^) qjW'jrmrt I ^hci ?»r% ^ ?r»ft troRft i^^i TiPitJrR imtift ^ 
*Tjt ^ifli I iti'^ Pi*i)ci iff \Jii^l f aft? <itffc® ^ ?iM«p HiJt iff m?TT i 5 ^^ 

3(^ qn?R ^ ?l^ f ^ «q??T ^ t. tR^RR ^ A tiRR 

TIT I^t wft t. mn ®R?R W ?R7T ^ ^ 

airf^WR^tt^tI wm ^anttmat^pfiet^tgy^ ^ whI ^% g ttt 
feifl) ^ WTRJ ^ ^TSfi 8i44r'{ aft? ?fftjy^i7R ift^ft TR ■ft, ?hTO % aft? irffct ^ ^jt 4 
?RcI^iTOTT| 






['TFTIII—■Cri^4] 


'ITOT ^ ; -STTn 
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10: TTJIT# cf^t ^ ^ ^ 

3Tgm?T ^ ^ ^ ^n % I ^ arjmcT HjIchi ^ ^ ^cp^t ^ 

^Tpft ijTFpff I vjt^ lift #JT ^)tft ^ ^ 0.002 ^ eft vi-Htfil 3ief ^ ^PTT 1J^ ¥vjTR 
^ 2 ^ffcT, ^ xffn ^ ^ ^ TflJI ^ ^ ^ ^ ^'Htf I 

■aj|<iiJlrKW?TPH 

OiRHHtff—CT 

'tt<r^cl'( ^qn{: 

1. '{^c^eiy ^-^iUNeeii ^fft w? ^tftrat ^t w^pn ^ ijft yw #- (i) yfy 

^ ak (ii) ftatig-i (iii) fttwft afR (iv) ^maft yt^ ^r 
myfr yy arjtra y ^ptw i ^ ^ afr? ftYpfre^ yft ftftft^e ^ 

amiR.ftB'^ytyyf ^r^atRijan^ 5M^3fty?tTM3fty, ^~^i«icirni 

y?, ^ aft y an^ aft? apy ^tc^^ affy^c^ ^ ytyr y?t5^yi € l ^if^ ^e^ei'c ^^yy>, 
f^cet HM^fff y? arPttftn yyi yyt ^^t^yy? %. ??Tf^ ^ ^ aft? y?«m ^ 
Piftrti ^-^i>j|yefli (|'<i*^l<i'i'i yft, atftyifl? ^ xi?i yy - yy aft attEtr? y? ?^ yyi 
^1 

2. ^^cyy^ftHTiyytt?pfft^yftyfty?iyy-yy afr^ypTyft^aiTErf?y??^sTyyTi^i ^ 
aiRTian^ 5t?tw^ w?PT?t y^ ^ ytyry 4 ftft^ >^1 cg^? affy^^ ^ ypy y?t«^ yft 

y? tpT ypryft ^ iti yf t t pT ftpn yyr 11 

3. Ht«iiqei ^yylwn? ^itaft ^f, atTyryi. ?y? yi e#l y>t "yTyeyn yft o ^ 7 yyy ^ 
<tyT%y?yTyt yttml I ‘y»ty?nT ticyft t ift y? ypt y^ ^ i am y? ppt o aft? 4 ^ 
^ly ?^ ?ft ?y? y^ ^jyyeyTT ai^t ypft yiyft 1 1 

4. ^yyy^ P t M iyy *lyi4le? ijt% yffet ?tyjeWT y? (di?#fT£iTfl ^ft aiy% ^reyy5 ^ ^fly?), 
^ aiftyy yr yy^ fteiy, yff^ ^ aft? ?y? ^uiyem ^ f|?pfte? f yft yt?yi yft 
\ 3 yyw ^ yft ■j^iyeyt % ?flyT ?m ?yR\ f I ^yyft y^ yi yftysrt anm y?, ?PTy 
?Tynyi?y?ft (tft?ft^yy)i^ <fl?PtyiyT v>ii?yi i 

5. ?pj]5arf5mftety(^yy^f^)ftftHivTftRTyiTfteif: 
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3ftY“Rn%^^ 

^ 3T^[^ ^ ^ ^ wi: ^>f^ ^ SIR ^ ^ 

Rgf l xjf ^ ’fm: f2|H4lvjH ^ ^ ^ eW? 

i^mT?[^^^TTmPT^3r5TtJ^l^^ wi: ^ T?t f^># Hl^d 

^ ^ Rnj (vifr TtR^R ^ ^ ^) TIRT ^ ^ eT^ 

ara^ ^ ^virffirfT «p^ ^ ^ffht i ^nmft ^ ^Rsn tr RpR ^ 

TT? 4-15 l?t -Hdfjrfl # I “ijq Vfci^H UH HH 9-20 ^ ^ ifRT 

^anf^i 

6. ^WeRTT^: Ilf IT? ^fWlf^ % f^, ^'>^t^ 

i! f^ w yum, 90% hth# RRfe wm ^ ?Ty> 

iTqrnm'j^w^f^yTRf^vjnwi f^HyHiT^y^fc^'^^ira^^yTT4Rr«TRH^^ 
%, yyR ^c'CM^'H yi vji*ii4 in?nRm1& i 

7. arjymi 

^ ^ ?TTRm t ^ f^RTcWT, fiRr afK ^eqq^ v5m ^ yrmn ^ 

i 

yRmn ^WWT 15 ^ iTy'H^st <Jr3( # fJtys^ ^ iiyr tit ^ arlSlif wi fra^ 

oTcPTPi yn HI ^ 5 ^ TRii 1 

9 . '#^ sfryr ^ HRy^ ^ 

^f%itt A R^m Rnn ynii, ^ fwi ^y?frn wiftn nrt ^Rrat ^atirft ^ 
RyRm 4miT \iiRt w yny ^mr nf ^Rn t yw Tjyr ^ ^ 

y^ainRnift WTT% 1 




[Mmm—■w^4] 
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TELECOM REGULATORY AUTHORITY OF INDIA 
NOTIFICATION 

New Delhi, the 5th July, 2000 

IWte No. 1«.i7<»g.TBAI exerdse of the powsra 

conferred upon it under sub-clause (b) (v) of sub section (1) of section 11 of 
TRAI (Amendment) Act 2000 in regard to laying down the standards of quality 
of service to be provided by the service providers, the Telecom Regulatory 
Authority of India hereby makes the following Regulation; 


REGULATION ON QUALITY OF SERVICE 

Qt 

BASIC AND CELLULAR MOBILE TELEPHONE SERVICES. 2000 

(2 of 2000) 




Title, Extent and Commencement 
Short title, extent and co mmencement 

1. i) The title of this regulation shall be 'Regulation on Qualify of 
Service of Basic and Cellular Mobile Telephone Services, 
2000 ' 

ii) This regulation lays down the 'Quality of Service’ parameters 
applicable to the Basic and Cellular Mobile Service Provider's 
Network. 

iii) This regulation shall be applicable to all tfie Basic Service 
Providers including DTS / MTNL and Cellular Mobile Telephone 
Service Providers. 

iv) This regulation shall come into effect from the 5'*' day of July 
2000. 


Sectlon-ll 

DefInlUona 

2. In this Regulation, unless the context otherwise requires; 

i) ‘Act means the Telecom Regulatory Authority of India 
(Amerxlment) Act, 2000 as amended from time to time. 

ii) ‘Authority" means the Telecom Regulatory Authority of India. 
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Mi) ‘Basic Telecommunication Services’ mean services derived 
from a Public Switched Telephone Network (PSTN) & as 
spedfied in the license. 

iv) ‘Cellular Mobile Telephone Services' means services derived 
from a Public Land Mobile Network (PLMN) & as specified in the 
License. 

(v) ‘DTS* means Departrrrent of Telecom Services, Government of 
India. 

vi) ‘GSM’ means Global System for Mobile Communications. 

vii) ‘License’ means a license granted or having effect as if granted 
under section A of the Indian Telegraph Act 1885 and Indian 
Wireless Act 1933. 

viii) ‘Licensee’ means any person licensed under sub-section (1) of 
section 4 of the Indian Telegraph Act 1885 (13 of 1885) for 
providing specified public teiecommynication services. 

ix) ‘Message* means anything falling within paragraph 3 section 3 
of the Indian Telegraph Act. 

x) ‘MTNL’ means Mahanagar Telephone Nigam Lin^ited. 

xl) ‘Operator means any person who is authorized by the Licensor 
to run a relevant connectable system. 

xii) ‘Public Land Mobile Network' means a network set up and 
operated by Department of Telecom Services or the licensed 
operator(s) including MTNL, for the specified purpose of 
providing land based mobile communication services to the 
public. It provides communication facilities to subscribers using 
mobile set. 

xili) 'Public Switched Telephone Network' means a network set up 
and operated by Department of Telecom Services / MTNL or 
other licensed Basic Service Providers for the specified purpose 
of providing fixed communication between subscribers using 
telephone sets/accessories. 

xiv) ‘Quality of Service' is the main indicator of the performance of 
a telephone network and of the degree to which the network 
conforms to the stipulated norms. The subscriber's perception of 
the Quality of Service (QOS) is determined by a number of 
performance factors. The most important of these have been 
specified in this regulation. 



[mft III—4] 


MTOT ^ TTStMS : 


xv) ‘Regulation’ mean the Regulation on Quality of Service of 
Basic and Cellular Mobile Telephonb Service, 2000 made by the 
Authority under TRAI (Amendment) Act 2000, 

xvi) ‘Service Provider* means a licensee of Basic and Cellular 
Mobile Telephone Services and also includes the Department of 
Telecom Services & MTNL. 

xvii) “TRAI" means Telecom Regulatory Authority of India 
constituted under TRAI (Amernlment) Act 2000. 

xviii) ‘Telecommunication Services’ means service of any 
description (including electronic mail, voice mail data services, 
audio tex services, video tex services, radio paging arxl cellular 
mobile telephone services) ^ich is made available to users by 
means of any transmission or reception of signs, signals, writing 
images, and sounds or intelligence of any nature, by wire, radio, 
visual or other electro- magnetic means but shall rwt include 
broadcasting services. 

xix) ‘Time Consistent Busy Hour (TCBH)’: The one hour period 
starting at the same time each day for which the average traffic 
of the resource group concerned is greatest over the days under 
consideration. ITU recommends analysis of 90 days to establish 
TCBH. 


Sectlon-lli 

Purpose of laving down Quality of Service Parameteg; 

3. The purpose of laying down Quality of Service Parameters is to: 

i) Create conditions for customer satisfaction by making known 
the quality of service which the service provider is required to 
provide and the user has a right to expect. 

ii) Measure the Quality of Service provided by the Service 
Providers from time to time and to compare then) with the 
norms so as to assess the level of performance. 

iii) To generally protect the interests of consumers of 
telecommunication services. 
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Sqction-iy 


4. QOS Parameters: 


(i) For Basic Telecommunication Services: 


S.N. 

Paranwters 

Shortterm 
before the end 
of 12 months 

Intermediate 

term 

before the end 
of 24 months 

Long term 
before the end 
of 48 months 

Averaged 
over a 
period of 

1 

Provision of a 
telephone after 
registration of 
demand 

<21 days 

<15 days 

<7 days 

One quarter 

2 

Fault 

incidences 
(No. of 
faults/lOO 
subscribers 

/iTKXlth) 

<12 

<7 

<3 

One quarter 

3 

ESHIHfli 

>85% 

>87% 

>90% 

One month 

■ 

Mean Time To 
Repair (MTTR) 


<12 Mrs 

<8 Mrs 

One month 

5 

Dial Tone 

Delay 

0.90 Probability 
of not 
exceeding 
600msec with a 
mean value of 
=<400 mS 

0.92 Probability 
of not exceeding 
600msec with a 
mean value of 
=<400 mS 

0.95 Probability 
of not exceeding 
600msec with a 
mean value of 
=<400 mS 

One quarter 
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6 

Grade of 
Service 

a) Junction 
between local 
exchanges- 
0.002 

b) Outgoing 
junctions from 
TAX to local 
exchange- 
0.005 

c) lncomir>g 
jurx^ions from 
local exchange 
to TAX -0.006 

d) IrKxxning or 
outgoing 
junctions 
between TAX’S 
0.005 

e) Switching 
network should 
be non-blocking 
or should have 
extremely low 
blocking 
probability 

Same as short 
term 

Same as short 
term 

One quarter 

_ 

7 

Call 

Completion 

Rate within a 
local network 
should be 
better than 

>55% 

>60% 

>65% 


8 

Metering and 

billing 

credibility 

Not more than 
0.2% of bills 
issued should 
be disputed 
over a billing 
cycle 

Not more than 
0.15% of bills 
issued should 
be disputed 
over a billing 
cycle 

Not more than 
0.1% of bills 
issued should 
be disputed 
over a billing 
cycle 

One Billing 
Cycle 

9 

Operated 
Assisted Trunk 
Calls 

Urgent Calls < 

1 hr.30 min 
delay 

Ordinary 
calls<2 hrs 30 
min delay 

Urgent Calls < 1 
hr. 15 min delay 

Ordinary call8<2 
hrs 15 min delay 

Urgent Calls < 1 
hr. delay 

Ordinary calls<2 
hrs delay 

One month 


















Response 
Time to other 
operator 
assisted 
services 


Customer 

Care 

(Promptness 
in attending to 
customers 
requests) 95% 
of requests 
- Shifts 
' Closures 
“ Additional 
Facility 


Percentage of 
repeat faults 


Customer 
perception of 
services 


% satisfied 
with the 
provision of 
service 





% satisfied 
with help 
services 


% satisfied 
with network 
performance, 
reliability and 
availability 
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85% calls <10 
I sec 
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Overall 

customer 

satisfaction 


Customer 
satisfaction with 
offered 

supplementary 
services 
% satisfied 
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(il) For Cellular Mobile Telephone Services: 


Parameter 


Short term 
(before the 
end of 12 
months 


Intermediate 
term (before 
the end of 24 
months) 


Averaged 
over a 
period of 



Fault Incidence 
(Number of 
faults/100 
subscribers 
/month) 


Faults cleared 
within 24 hours 


Accumulated 
down time of 
Community 
Isolation 


Network 

Performance 

Call Success 
Rate (within 
licensees own 
network) 


Service Access 
Delay 

Call Drop Rate 


Percentage of 
connections with 
good voice 
quality _ 

Billing 

Complaints 



>98% 


<24 hours 


<24 hours 


<24 hours 


One 

quarter 



One 

quarter 


Between 9 to 20 seconds depending upon 
number of paging attempts (Average of 100 
call s -<15sec) 

<4% I <3.5% T 



>90% 


>92% 


>95% 


One 

quarter 


Billing complaints 
per 100 bills 
issued 

<0.2% 

<0.15% 

<0.1% 

One 

quarter 

%age of billing 
coarplaints 
resolved within 4 
weeks 

>99% 

100% 

100% 

One 

quarter 

Period of all 
refunds / 
payments due to 
customers from 
the date of 

<6 weeks 

<5 weeks 

< 4 weeks 

One 

quarter 
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resolution of 
complaints as in 
(ii) above 





D 

Customer 
perception of 
service 





(i) 

% satisfied with 
the provision of 
service 

>80 

>90 

>95 


(ii) 


>80 

>85 

>90 


(iii) 

% satisfied with 
help services 

>80 

>85 

>90 


(iv) 

% satisfied with 
network 
performance, 
reliability and 
availability 

>85 

>90 

>95 


(V) 


>85 

>90 

>95 


(Vi) 

Overall customer 
satisfaction 

>80 

>85 

>95 


(vii) 

Customer 
satisfaction with 
offered 

supplementary 
services % 
satisfied 

>80 

>85 

>95 



Section V 


5. Review; 

i) The QOS parameters given in Section IV may be reviewed by the 
Authority from time to time. 

ii) The Authority, on reference from any affected party, and for good and 
sufficient reasons, may review and modify this regulation. 

Section VI 


6. Explanatory MenK>randum: 

This regulation contains at Annexure A and B, an explanatory memorandum 
which seeks to clarify various issues dealt in this regulation. 
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Section VII 
Residuary Clauses 


7. Over-riding Effect: 

Wherever higher quality parameter has been stipulated as a condition of 
license, the QOS as required by the license will over ride the parameters 
given herein. 

8. Interpretation; 

In case of disputes regarding interpretation of any of the provisions of this 
Regulation, the decision of the Authority shall be final and binding. 


RAJENDRA SINGH, Jt, Secy. ^Engineering) 

EXPLANATORY MEMORANDUM 


annexure a 


BASIC SERVICES: 


1 This regulation is the result of a consultation process through written 
comments and open house discussions, which comprehensively addressed 
all aspects of Quality of Service (QOS). Discussions with Service providers, 
Consumer Organizations and general public were held In various parts of the 
couritry to got inputs from the stakeholders. The comments and feedback 
received from stakeholders have been taken into account in finalisino the 
QOS parameters. ^ 

2. In respect of QOS parameters for Basic Services, this regulation covers all 
parameters specified in the License. An additional parameter relating to '% 
repeat faults has been specified as it directly affects customer satisfaction. 

3. A provision for customer survey through opinion polls to assess their 
^rception of the quality of service has been included within the scope of this 
Regulation. Parameters of subjective assessment have been introduced to 
make the survey more customer centric. 

4. TRAI has been monitoring selected QOS parameters for the last two years 
and certain trends have been noticed. Based on these observations it has 
been possible to develop, the QOS standards, which are considered 
achievable over the specified time frames. All the measurements of 
engineering standards such as Grade of Service (GOS) are to be carried out 
in the Time Consistent Busy Hour (TCBH) as specified by ITU-T. 


tnl 
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area) to when the alert is energized. This time period is 4-15 seconds 
depending upon the number of paging attempts. 

The value of Group /Access Delay should be between 9-20 

secx)nds 

6. Call Success Rate: This is defined, as the probability that a call 
attempt made from a mobile set within the coverage area, in 90% of the 
cases, will be successfully signalled to the called network, within the specified 
time. It does not refer to the performance of the called network, and does not 
include the congestion on the air interface. 

7. Call Drop Rate; It is defined as ratio of calls lost after establishment to 
all established calls. This shall include calls dropped due to failure of 
handover, radio loss and network congestion. 

8. Accumulated downtime of community isolation; This shall be defined 
as the accumulated downtime due to community isolation lasting for more 
than one hour i.e. failure of entire exchange area resulting from trunk failure, 
switch failure. Base Station failure. 

9. Handover means the action of switching the call in progress from one 
radio channel to another radio channel and is used to allow established calls 
to continue by switching them to another radio source, e g. when mobile 
station nwves from one base station area to another. 
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